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INTERVIEW WITH EXAMINER 

I, Alan Cooper, conducted a brief interview with the Examiner, Mr. Nguyen, yesterday, 
August 19, 2003. I initially requested an interview for the latter part of this week. The Examiner 
and T then agreed upon a telephone interview on Friday, August 29, 2003 at 1 :00 pm central time. In 
response, the Examiner said he would allow an extension for the 2-nionth delay from the original 
due-date of Monday, August 25* to a week from Monday, September l". September l** is Labor 
Day, 50 the extended due date would be Tuesday, September 2°^. 
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August 28, 2003 CHENT/MATrER NO.: lEX 2046000M)9/504,330 



703 305 7687 TELEPHONE hJUMBER: 

Proposed Claims for lEX 2046000-09/504,330 
6 



Attached are some proposed Amendments for the Claims for lEX 2046000. I and the inventor Mr Paul 
Lcamon, are lookmg forward to speaking with you tomorrow. 



Thank you, 
Alan 



aihis message <s intended only for the review and use of ftc iixlividua] or entity to which it Is addnsseQ 
Band may contain infonnation that is privileged, confidential, and exempt from dbclosum If the reader of 
pjs message is not the intended rec^iient or an employee or agent responsible for (telivering this messv 
ato the llU«ndcd recipient, you are hereby notified that any dj8seminat^o^ distributton. or copying o^iflds 
Bcotnmunicimon is strictly prohibited, If you h»ve receh/ed this cofflmiinication in enor, plcascTolilV 
limmcdiatelv bv telephone and return the oridnal meseage to ug at the above adflwo by mail niimif 



Operator 

""YOU DO NOT RECEIVE ALL OF THE PAGES INDICATED ABOVE 
PLEASE CALL THE FOLLOWING NUMBER AS SOON AS POSSIBLE: (214) 760-3000 
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Please note that aU pending, non-withdrawn claims are included herein for the 
convenience and elTiciency of examination, and that only those claims so indicated as 
amended are being amended herein: 

1. (Presently Amended) A method of allocating and scheduling 
requirements for agents in a skills-based contact center enviromnent organized into a 
hierarchy of one or more business units at a fnst level, one or more contact types at a 
second level, and one or more management units at a third level, comprising: 

creating a set of contact allocations that define how contacts are distributed ftom a 
given business unit to multiple «eU contact types; 

creating a set of roquirement allocations that define how agent requirements are 
distributed from a eall contact type to one or more management units; and 

allocating forecasted contacts and forecasted agent requirements based on the 
created contact and requirement allocations. 

2. (Previously Presented) The method as described in Claim 1 wherein the 
created contact allocations are at least minimum contact allocations, wherein the 
minimum contact allocations are defined by a user. 

3. (Previously Presented) nie method as described in Claim 2 wherein the 
created requirement allocations are minimum agent requirement allocations. 

4. (Previously Presented) The method as described in Claim 1 wherein the 
created contact allocations are at most maximum contact allocations, wherein the 
maximum contact allocations are defined by a user, 

5. (Previously Presented) The method as described in Claim 4 wherein the 
created requirement allocations are maximum agent requirement aUocations. 
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6. (Previously Presented) The method as described in Claim 1 ^vheIein the 
created contact allocations are from the minimum to the maximum contact allocations, 
wherein the minimum and maximum contact aUocations are defined by i 



a user. 



7. (Previously Presented) Tlie method as described in Claim 6 wherein the 
created requirement allocations are minimum and maximum agent requirement 
allocations. 

8. (Original) The method as described in Claim 1 wherein the allocating step 
allocates forecasted contacts and forecasted requirements using agent avaUaWIity data. 

9. (Original) The method as de$cribed in Claim 8 further including the step 
of predicting the agent availability data. 

10. (Original) The method as described in Claim 9 wherein the agent 
availabiUty data is predicted by a schedule simulation. 

11. (Original) The method as described in Claim 8 wherein the agent 
availability data is characterized by contact type. 

12. (Original) The method as described in Claim 1 further including the step 
of generating agent schedules for the management units. 

13. (Original) The method as described in Claim 1 wherein a management 
unit is a collection of agents located at a given contact center location. 

14. (Original) The method as described m Claim 13 wherein at least some 
agents in a management unit are multi-skilled. 



1 5. (Original) The method as described in Claim 1 wherein the contact 



center 
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environment is a telepJione call center. 

1 6. (Original) The method as described in Claim 1 wherein the contact center 
environment is a contact center that handles a contact selected from the group consisting 
of: telephone calls, voice mails, emails, faxes, mail, web callback requests, web chats, 
web voice calls, web video calls and outbound calls. 

17. (Original) A method of allocating and scheduling in a skills-based call 
center environment, comprising: 

organizing the call center environment into a hierarchy of one or more business 
units at a first level, one or more call contact types at a second level, and a set of one or 
more management units at a third level; 

having a user create a set of given call allocations that define how calls are 
disfributed from a given busmess unit to muhiple call types; 

having the user create a set of given requirement allocations that define how agent 
requirements are distributed from a call type to one or more manag^ent units; 

predicting agent avaUabUity by call type to generate agent availability data; and 

allocating forecasted calls and forecasted agent requirements based on the given 
call and requirement allocations and the agent availability data. 

18. (Original) The method as described in Claim 17 wherein the agent 
availability data is predicted using a schedule simulator. 

19. (Original) The method as described in Claim 17 wherein the ^ven call 
allocations and the given requirement allocations are minimum values. 

20. (Original) The method as described in Claim 17 wherein the given call 
allocations and the given requirement allocations are maximum values. 

21. (Original) The method as described in Claim 17 wherein the given caU 
allocations and the given requirement allocations are minimum and maximum values. 
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22. (Original) An allocation method operative in a skills-baaed call center 
environment, comprising: 

organizing the call center environment into a hierarchy of one or raoi« business 
units at a first level, one or more call types at a second level, and a set of one or more 
management units at a third level; 

allocating a percentage of incoming calls fiom a given business unit to one or 
more call types; and 

allocating agent requirements for a given caU type to one or more management 

units. 

23. (Original) The method as described in Claim 22 wherein a given 
management unit is a coUection of agents at least some of which are multi-skilled. 

24. (Original) The method as described in Claim 22 wherein a given call type 
is associated with a given automatic call distributor (ACD). 

25. (Original) The method as described in Claim 22 wherein the step of 
allocating agent requirements further include predicting agent availability data using a 
schedule simulation. 

26. (Currently Amended) An allocation method operative in a skills-based 
contact center environment, comprising: 

organizing die contact center envhonment into a hierarchy of zero or more 
business units at a first level, one or more contact types at a second level, and a set of one 
or more management units at a third level; 

allocating a percentage of contacts from a given business unit to one or more 
contact types; and 

allocating agent requirements for the one or more contact types to one or more 
management units. 
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27. (Original) The method as described in Claim 26 wherein a given 
management unit is a collection of agents at least some of which arc multi-skilled. 

28. (Original) The method as described in Claim 26 wherein a given contact 
type is associated with a given automatic work distributor. 

29. (Original) The method as described in Claim 26 wiierein the step of 
allocating agent requirements further include predicting agent availability data using a 
schedule simulation. 



30. (Original) An allocation method operative in a work environment 
organized into a hierarchy of one or more task types at a first level, and a set of one or 
more management units at a second level, comprising: 

creating a set of given requirement allocations that define how agent requirements 
are distributed from a task type to one or more management units; 

predicting agent availability by task type to generate agent availability data; and 

allocating forecasted agent requirements based on the given requirement 
allocations and the agent availability data. 

3L (Original) The method as described in Claim 30 wherein a given 
management unit is a collection of agents at least some of which are multi-skilled. 

32. (Original) The method as described in Claim 30 vAerein the step of 
predicting agent availability uses a schedule simulation* 
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